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With the development of economy in our country and the world economy 
integration, the financial industry competition is more and more fierce. 
“ Customer-centric” business ideas gradually accepted by many peoples, the 
customers have become major important goals or an important strategic resource of 
gaining competition for commercial banks. So the customers had become the core 
objects for bank's operation. Therefore, how to enhance customer information 
management, building management systems and related information systems is 
undoubtedly a very meaningful and valuable business strategy for commercial banks. 
A bank retail customer relationship management system is designed and 
implemented aimed to the problem in the actual situation of the domestic commercial 
banks based on the theory of customer relationship management and the successful 
experience of foreign banks. Firstly, the key technology and the background of the 
customer system is discussed in detail, on the basis of the analysis bank customer 
management system user characteristics, the system functional requirements and 
non-functional requirements is acquired. Combined with the objectives and principles 
of the bank retail customer management system, the layering technology architecture 
and function modules are design. In the design of functional modules, the 
characteristics of some of the main features of the system and the composition 
discussed in detail and put emphasis on the database design. The system is divided 
into six main modules, describes the function of the system implementation process, 
and show the user interface of system. 
This bank retail CRM system has friendly interface, strong data processing 
ability, simple and convenient use, maintenance and low cost, as long as some 
parameters of the system a little modification, can be extended to customer 
management of commercial banks, as banks customer relationship management and 
provides a convenient and fast, as the client manager provides certain 
decision-making support, has a higher application value. 
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1.2  国内外研究现状 
































































1.2.2  国外银行 CRM 研究现状 
早在上个世纪 90 年代初，西方一些金融业发达的国家就十分重视对 CRM
的开发实施工作，据 IDC 调查数据表明，在 1998 年全球 500 家大银行中的前 100
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